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Desktop  Network  Services  — The 
Shift  to  Operational  Support 


INPUT  assesses  the  total  European 
market  for  the  support  of  desktop  networks 
to  be  worth  $5.5  billion  in  1994,  and 
forecasts  9%  growth  (CAGR)  over  the  next 
j five  years.  However,  as  shown  in  Exhibit  1, 
the  market  can  effectively  be  divided  into 
two  distinct  parts: 

Exhibit  1 


• Maintenance  services  related  to 
network  equipment  and  desktop 
computers,  which  is  growing  at  only  1% 
CAGR 

• AU  other  services,  which  are  growing  at 
a combined  rate  of  22%  CAGR. 


Desktop  Network  Services  Growth — Europe 
Maintenance  vs.  Non-Maintenance  Services 
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Maintenance  services  account  for  70%  of 
the  total  market  at  present.  However,  this 
is  forecast  to  fall  to  45%  by  1999.  Of  the 
maintenance  services,  network  equipment 
(including  server)  maintenance  is  forecast 
for  9%  growth,  but  this  is  expected  to  be 
offset  by  desktop  computer  maintenance 
which  is  in  decline  (10%  negative  growth 
over  the  next  five  years).  This  reflects  the 
ultra  reliability  of  desktop  equipment,  the 
use  of  extended  warranty,  and  the 
increasing  reluctance  of  organisations  to 
take  out  maintenance  contracts. 

Clearly,  the  non-maintenance  sectors  of 
the  market  promise  the  best  opportunities 
for  services  vendors,  and  these  can  be 
grouped  into  three  main  categories: 

• Network  management  and  monitoring 
services 

• Fully  outsourced  services 

• Other  network  support  services  such  as 
software  support  and  help  desk 
services 

Network  Management  and 
Monitoring  Services  Present  Key 
Opportunity 

Network  management  services  include  the 
following: 

• Proactive  remote  network  monitoring 
and  support 

• Monitoring,  notification  and 
diagnostics 

• Asset  management 


• Configuration  management 

• Fault  management 

• Performance  management 

Currently  these  services  make  up  only  2% 
of  the  total  market.  However,  the  growth 
potential  is  substantial,  since  75%  of 
organisations  currently  either  rely  on  in- 
house  provision,  or  have  no  provision  at  all 
for  these  increasingly  important  service 
areas.  As  shown  in  Exhibit  2,  the  market 
for  these  services  is  forecast  to  grow 
fivefold  by  1999. 

Many  organisations  are  struggling  to 
integrate  local  area  networks  which  have 
grown  up  in  isolation  of  one  another,  and 
are  finding  the  task  of  network 
management  very  difficult. 

Though  organisations  to  date  have  been 
reluctant  to  relinquish  control  of  the 
network  management  function,  there  is  a 
growing  awareness  of  supphers  who  can 
work  with  the  customer  to  provide  an 
effective  management  service  using 
advanced  monitoring  tools  based  on 
remote  networking  control  centres. 

Outsourcing  Shows  Strong 
Growth 

Most  network  services  are  sold  as  point 
services,  or  as  integrated  services  which 
make  up  customised  network  support 
solutions.  However,  7%  of  the  market  is 
made  up  of  services  which  are  supplied  as 
fully  outsourced  contracts. 
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Exhibit  2 


Growth  of  Network  Services,  1994  to  1999  — Europe 
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Though  the  market  for  outsourced  services 
is  relatively  small,  it  is  forecast  to  triple 
by  1999,  as  shown  in  Exhibit  2. 

This  market  is  dominated  by  a number  of 
services  vendors  who  have  targeted  the 
outsourcing  market  specifically;  they 
include  EDS,  Hoskyns,  SHL,  ITNet  and 
Computacenter.  Also  active  in  this  market 
are  a number  of  equipment  vendors  who 
have  created  specific  units  to  target  the 
outsourcing  market;  these  include  IBM, 
Hewlett-Packard,  Digital  and  ICL. 


Source:  INPUT 

Other  Network  Support  Services 
Show  Healthy  Growth 

Other  non-maintenance  services  related  to 
the  network  include  the  following: 

• Software  product  support 

• Help  desk  services 

• Business  continuity  services 

• On-site  system  support 

• System  administration 


• Network  troubleshooting 


3 


©1994  by  INPUT.  Reproduction  prohibited. 


INPUT  Research  Bulletin 


• Network  tuning 

• Project  management 

• Bodyshoppping 

These  network  support  services  are  forecast 
to  grow  22%  (CAGR)  on  average,  as  shown 
in  Exhibit  2. 


This  group  of  services,  which  are  sold 
mainly  as  individual  point  services, 
includes  some  very  fast  growing  areas  such 
as  help  desk  services,  and  others  which  are 
showing  less  substantial  growth.  A good 
example  of  the  latter  group  is  business 
continuity  services  (which  includes 
disaster  recovery),  which  is  beginning  to 
show  promise  following  slow  growth  in 
recent  years. 


This  Research  Bulletin  is  issued  as  part  of  INPUTs  Customer  Services  Programme — Europe. 

If  you  have  questions  or  comments  on  this  bulletin,  please  call  your  local  INPUT  organization  or 
Paul  Connolly  at  INPUT,  17  Hill  Street,  London,  WIX  7FB,  44  (0)71-493-9335. 
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